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ABSTRAK

GAMBARAN TINGKAT KEPUASAN PASIEN TERHADAP PELAYANAN
KEFARMASIAN DI UPT PUSKESMAS BINANGA

Anggi Rumondang Hasibuan, Zulfa Ismaniar Fauzi, S.E, M.Si
Politeknik Kesehatan Kementerian Kesehatan Medan
Email: anggirumondang@gmail.com

Pelayanan kefarmasian merupakan bagian penting dalam sistem pelayanan
kesehatan karena berperan langsung dalam memastikan penggunaan obat yang
aman dan tepat oleh pasien. Tingkat kepuasan pasien terhadap pelayanan
kefarmasian menjadi indikator penting dalam menilai mutu layanan yang diberikan.
Penelitian ini bertujuan untuk mengetahui tingkat kepuasan pasien terhadap
pelayanan kefarmasian di UPT Puskesmas Binanga. Pemilihan lokasi didasarkan
pada kurangnya tenaga vokasi kefarmasian yang bertugas dan kurangnya fasilitas
di UPT Puskemas Binanga.

Metode penelitian ini adalah metode deskriptif kuantitatif dengan
pendekatan survei di UPT Puskesmas Binanga. Sebanyak 99 responden dipilih
menggunakan teknik quota sampling. Instrumen yang digunakan adalah kuesioner
dengan skala Likert berdasarkan lima dimensi SERVQUAL, yaitu kehandalan,
daya tanggap, jaminan, empati, dan bukti fisik. Data dianalisis secara deskriptif
dalam bentuk persentase.

Hasil Penelitain tentang kepuasan pasien pelayanan kefarmasian di UPT
Puskesmas Binanga menunjukkan bahwa kategori tingkat kepuasan per dimensi
adalah: Empati sebesar 86,04% (sangat puas), Kehandalan sebesar 84,4% (puas),
Jaminan sebesar 83,4% (puas), Daya tanggap sebesar 82,44% (puas), dan Bukti
fisik sebesar 79,64% (puas).

Dapat disimpulkan, rata-rata Tingkat kepuasan pasien secara keseluruhan
berdasarkan lima dimensi terhadap pelayanan kefarmasian yaitu 83,18% dan masuk
dalam kategori puas. Pelayanan kefarmasian di UPT Puskesmas Binanga telah
memuaskan pasien, terutama dalam hal perhatian, kesopanan, dan kemampuan
komunikasi petugas. Namun, aspek fasilitas fisik seperti ruang tunggu, kebersihan,
dan kenyamanan masih perlu ditingkatkan agar mutu pelayanan dapat terus
berkembang dan  memenuhi  harapan  pasien secara  menyeluruh.

Kata kunci: kepuasan, pasien, pelayanan kefarmasian, puskesmas
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ABSTRACT

THE DESCRIPTION OF PATIENT SATISFACTION LEVEL WITH
PHARMACEUTICAL SERVICES AT BINANGA PUBLIC HEALTH
CENTER TECHNICAL IMPLEMENTATION UNIT

Anggi Rumondang Hasibuan, Zulfa Ismaniar Fauzi, S.E, M.Si
Medan Health Polytechnic Of Ministry Of Health
Associate Degree Of Pharmacy

Email: anggirumondang@gmail.com

Pharmaceutical services are a crucial part of the healthcare system, playing
a direct role in ensuring the safe and appropriate use of medication by patients. The
level of patient satisfaction with pharmaceutical services is an important indicator
for assessing the quality of care provided. This study aims to determine the level of
patient satisfaction with pharmaceutical services at Binanga Public Health Center
Technical Implementation Unit. The location was chosen due to the limited number
of vocational pharmaceutical personnel on duty and inadequate facilities at Binanga
Public Health Center Technical Implementation Unit.

This research employed a quantitative descriptive method with a survey
approach Binanga Public Health Center Technical Implementation Unit. A total of
99 respondents were selected using a quota sampling technique. The instrument
used was a questionnaire with a Likert scale based on five SERVQUAL
dimensions: reliability, responsiveness, assurance, empathy, and tangibles. Data
were analyzed descriptively in the form of percentages.

The research findings on patient satisfaction with pharmaceutical services
at Binanga Public Health Center Technical Implementation Unit indicate that the
satisfaction level category per dimension is: Empathy at 86.04% (very satisfied),
Reliability at 84.4% (satisfied), Assurance at 83.4% (satisfied), Responsiveness at
82.44% (satisfied), and Tangibles at 79.64% (satisfied).

In conclusion, the overall average patient satisfaction level across the five

dimensions for pharmaceutical services is 83.18%, which falls into the satisfied
category. Pharmaceutical services at Binanga Public Health Center Technical
Implementation Unit have satisfied patients, especially in terms of staff attention,
courtesy, and communication skills. However, physical facility aspects such as
waiting rooms, cleanliness, and comfort still need improvement so that the quality
of service can continue to develop and fully meet patient expectations.

Keywords: Satisfaction, Patient, Pharmaceutical service, Public Health Center
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